
40. Provisioning involves the execution of a request for a set of products and services or

unbundled network elements with attendant acknowledgments and status reports. Provisioning

performance measures measure how quickly and well customer service orders are completed.

Provisioning results are highly visible to end users and are critical to a determination of performance

parity. Provisioning cycle-time performance measures refer to measuring the intervaL from the end

user's perspective, from order placement to order completion. Provisioning reliability performance

measures refer to the accuracy of the work done (i.e., did the end users receive what they ordered)

and to the quality of the work done (i.e., did everything work).

41. For purposes of this review, I have evaluaten categories of repair and maintenance

separately. Repair is the process by which end users report a case of trouble and the trouble is

subsequently cleared. This process is highly visible to the end user and has a high correlation with

the end user's perception of the service provider. Repair cycle-time performance measures depict

the interval from end-user report to trouble clearance and notification. Repair reliability

performance measures measure the quality of the repair operation.

42. Maintenance refers to how well the network itself is maintained, and associated

performance measures generally refer to reliability rather than cycle time. The most visible

performance measure is the mean time between troubles, often referred to as the trouble report rate.

Other performance measures measure how well the HOC's switching and transmission elements are

maintained.

43. Billing performance measures describe the speed, accuracy, and completeness of end-user

usage data from the HOC to the CLEC. While the process may be transparent to the end user, the

end product is highly visible.

44. There are several miscellaneous functions that must also be measured. These include toll

and directory assistance operator services, directory listing, and 911 database updates.

V. REVIEW OF BELLSOUTH'S PROPOSED PERFORMANCE MEASURES

45. This part ofthe affidavit addresses the performance measures explicitly cited in

BellSouth's application, performance measures included in existing interconnection agreements,
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performance measures included in BellSouth 's SGAT, and performance measures not explicitly or

implicitly cited by BellSouth that are important to measuring functions required under the 19% Act.

Section A discusses BellSouth' s commitment to providing CLECs with services at parity with its

retail operations and performance measures that will show such parity. Section B reviews all such

measures under the assumption that they would be reported, as discussed more fully below, to both

competitors and regulators on an ongoing basis. In particular. Section B addresses the proposed

performance measures for each wholesale process-pre-ordering, ordering, provisioning, repair and

maintenance, and billing-described above. Sections C and D describe methods of disaggregating

those performance measures to more accurately perform parity and adequacy assessments by market

and product. Finally, Section E discusses the need for consistent and accurate reporting and

highlights those measurements BellSouth has indicated will be reported to both competitors and

regulators for purposes of this application.

46. Most of the resale performance measure examples discussed below are not new. Many are

tracked and reported by BOCs for retail operations and are reported to state or federal regulatory

bodies. At the same time, UNE performance measures, although similar to resale, measure the

performance of wholesale functions that are new to the BOCs.

47. It is important to note that this affidavit is not an attempt to prescribe a model set of

performance measures or an attempt to layout a minimum set of performance measures that would

meet the requirements of the 1996 Act. I discuss below historically and widely used, newly

appropriate, or exemplary performance measures for each of the wholesale functions BOCs will

perform under the 1996 Act, and variation from those discussed may be possible without necessarily

impacting the ability to determine parity or adequacy of performance.

A. BELLSOUTH'S COMMITMENT TO PARITY

48. BellSouth's application for provision of in-region, interLATA service in South Carolina

commits to equal quality of resale services and interconnection to new entrants and

nondiscriminatory provision of unbundled elements (Stacy Performance Aft. ~ 2). BellSouth further
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commits to "collect all necessary data to demonstrate this fact" (Stacy Performance Aff. ~ So). 1t

expressly proposes to provide the measures discussed tIC low, which are broken out by process.

49. BellSouth states that its existing performance measures are more than adequate to allow

for the detection of"non-discrimination" and "meaningful opportunity to compete" standards

(Stacy Performance Af£. ~ 3). These measurement" are portrayed as being developed in three

different formats: initial measurements, historically used by BellSouth Telecommunications (BST)

and applied to BST and CLECs; AT&T measurements, contractually agreed to with AT&T; and

permanent measurements, based on the AT&T measurements but with additions. (Stacy

Performance Aff. ~ 16)

50. BellSouth Telecommunications has created a new and separate officer-level organization

responsible for all operational aspects ofprovisioning and maintenance of services provided to

CLECs. Two Local Carrier Service Centers (LCSCs). available 24 hours a day 7 days a week, have

been established to provide contact points for CLECs ordering resale or UNEs. Further, a Customer

Support Manager is assigned to each CLEC as a single point of contact for CLECs whose customers

have operational issues not resolved by normal processes. (Stacy Performance Aff. ~ 4)

51. BellSouth' s SGAT filed with SCPSC contains a commitment to parity (SGAT § I. (I), (J))

but proposes no specific performance measures.

52. BellSouth has interconnection agreements with 83 telecommunications carriers in South

Carolina. Two are included as exhibits to Stacy's affidavit: the agreements with AT&T and Time

Warner. BellSouth reached agreement with AT&T on performance measures as part of their

agreement and filed these measures with the SCPSC (Stacy Performance Aff. ~ 28). The two

companies have agreed to extend these measures to all nine BellSouth states. Further, BellSouth

and Time Warner have agreed to performance measures in their interconnection agreement,

executed on September 5, 1997 (Stacy Performance Af£. Ex. WNS-5). Both these interconnection

agreements contain additional performance measures that have not been proposed in BellSouth' s

permanent measurements.

13



B. BELLSOUTH'S PROPOSED PERFORMANCE MEASURES

53. Pre-ordering: Pre-ordering performance measures revolve around the ability of a CLEC

service representative to complete an order with an end user on line with at least the speed and

accuracy of a BOC service representative taking a similar service order from a retail end user. Since

CLEC servicerepresentatives will likely interface with BOC OSSs and with BOC service

representatives, performance measures are needed to measure the cycle and reliability of both

interactions. These measurements will ensure that BOC service representatives do not have an

unfair advantage in creating a superior end-user perception of speed and efficiency. Typical pre­

ordering performance measures include the following:

• Pre-order ass Availability: Measures both the hours and days the BOC's pre-order

OSSs are available to CLECs and non-scheduled downtime. This performance measure is

important because it ensures that a CLEC, which may have different service center hours

than the BOC, will have access to the systems and databases it requires when they are

needed.

• Pre-order System Response Times: Measures, in seconds, the speed with which the CLEC

Service Representatives receives information for processes described below with a

customer on the line. These cycle-time measures assume the CLEC has mechanical

access to the BOC databases and should be measured in a manner that allows appropriate

comparisons to like cycle times experienced by BOC retail service representatives. They

are important because customer perceptions of service are impacted by the speed and

efficiency of their service center contact.

• Address verification

• Request for telephone number

• Request for customer service record (CSR)

• Service and product availability

• Appointment scheduling
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54. BellSouth has not proposed any pre-ordering performance measures in its permanent

measurements, in its SGAT, or in interconnection agreements that I have reviewed.

55. Ordering: Ordering performance measures revolve around measuring the CLEC's ability

to process end-user service orders placed with the BOe and delivered through the BOC's OSSs with

speed and accuracy at least equal to the BOC itself. Ordering cycle time is primarily measured by

the promptness of communications between the BOe and the CLEC. Ordering reliability is

measured by the accuracy of the service order and by the success of order "flow-through." Typical

ordering performance measures include the following:

• Finn Order Commitment (FOC) Cycle Time: Measures the time from CLEC service

order submission to BOC response. confirming receipt of a properly formatted and

appointed order. Can be presented as a mean interval or as the percentage returned within

an agreed upon interval. This is an important measure because it helps depict whether

CLEC service orders are processed in a manner which leads to overall provisioning

interval parity.

• Rejected Order Cycle Time: Measures the time, from CLEC service order submission to

BOC response, for rejecting an incomplete service order or one containing errors. Each

submission of an order. up to and including the FOe, requires a response cycle-time

result.

• Service Order Cycle Time: The average time it takes to process a CLEC service order,

measured from the first time the order reaches the BOC interface to the order being placed

in queue for completion. Comparisons can be made to equivalent BOC cycle times to

assure the CLEC of processing parity. Service Order Cycle Time captures both reject and

commitment intervals.

• Ordering Quality: The following performance measures, along with Service Order Cycle

Time, are important determinants of service order processing parity or adequacy. Each is

important in its own right and provides insights into different aspects of order quality;

however, the entire set would not be required as a determinant of discrimination. For
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example, Service Order Accuracy is likely to correlate highly with Percent Rejected

Orders and with Order Submissions per Order.

• Service Order Accuracy: Measures the quality of service order up to the BOC

gateway in terms of errors per service order. It tends to reflect more on the CLEC

than on the BOC and would be difficult to track.

• Percent Rejected Orders: An important measure of order quality that reflects on both

the BOC and the CLEC. Measured at the BOC gateway, it is the result of dividing

rejected orders by total orders submitted, manually or mechanically. It is an

adequacy measure because there are no equivalent BOC analogs. BOC orders are

"rejected" via automatic edits before the order leaves the service representative

position.

• Order Submission per Order: Another important determinant of order quality.

Measured at the BOC gateway, it is determined by dividing total order submissions

by the number of orders receiving a firm order commitment.

• Percent Row Through: Measures the percentage of service orders that flow from the

BOC gateway to completion queue without manual intervention. Flow-through can

be a parity measure in a resale environment and an adequacy measure in a UNE

environment. Unless reprogrammed, it is unlikely that BOC OSSs will discriminate

between BOC and CLEC service orders. Therefore, although important as a

determinant of processing efficiency and one that the BOCs have historically used

for this purpose, it is unlikely that Percent Row Through will prove either parity or

discrimination.

Ordering OSS Availability: Measures both the BOC ordering ass hours of operation

and the reliability of the systems.

Ordering Center Availability: Measures the hours and days of operation of the BOC

ordering center.
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• Speed of Answer-Ordering Center: Measured in average time to reach a BOC service

representative. This can be an important mea~;ure of adequacy in a manual environment

or even in a mechanized environment where CLEC service representatives have a need to

speak with their BOC peers.

50. BellSouth has proposed the following ordering performance measures:

• Firm Order Commitment (FOC) Cycle Time: Not yet available. Measures FOCs

returned in less then 4, 0, 8, 12, 24 hours for orders that flow through without human

intervention, excluding rejects (Stacy Performance Aff. Ex. WNS-8 ~ 4b). Combines

residence and business, but excludes any order requiring human intervention. This

measure, as defined, should include all orders and should separate residence and business

orders. FOC cycle-time performance meaSl:res are included in BellSouth' s

interconnection agreements with AT&T and Time Warner.

• Rejected Order Cycle Time: Not yet available. Measures percent rejected orders returned

in less than one hour. Included in BellSouth' s interconnection agreements with AT&T

and Time Warner.

57. BellSouth has not included the following ordering performance measures either in its

permanent measurements or in interconnection agreements that I have reviewed:

• Total Service Order Cycle Time

• Any measures of service order quality. All of the following are not required, but one or

more is necessary to determine the reliability of the CLEC service order submission

process:

• Service Order Accuracy

• Percent Rejected Orders

• Order Submissions per Order

• Percent Flow Through

• Ordering ass Availability
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• Ordering Center Availability: However, BellSouth has committed to 24 hours a day

7 days a week availability.

• Speed ofAnswer-Ordering Center

5R. Provisioning: Provisioning performance measures depict how quickly and how accurately

end-user service orders are completed. Parity in performing provisioning functions results in CLEC

customers receiving service with speed and quality at least equal to that received by BOC retail or

subsidiary customers. Provisioning measures have a long and detailed history within the BOCs.

They are used to review and compare manager performance, as well as required by state and federal

regulatory bodies. Provisioning is a process highly visible to end users and, therefore, is a key

determinant to CLEC success in the marketplace. Typical provisioning performance measures

include the following:

• Service Provisioning Interval: A critical determinant of provisioning parity or adequacy,

the interval measures the time from customer request for service to completion when the

appointment is offered by the BOC, either from a common appointment database,

generally used in a resale environment, or by agreed-to appointment intervals, more

commonly used in a UNE environment. Service Provisioning Interval should be

measured both as a mean, or average interval, and as a percent over a standard interval.

Only next available appointments offered from the work schedule OSS should be included

for measurement. Customer-requested due dates, shorter or longer than the offered

appointment, should be excluded.

• Average Service Provisioning Interval: Measured in days from end-user request to

order completion and counted separately for dispatched and non-dispatched orders.

Average interval is the more important of the two measures because it depicts the

result for all orders rather than just the "tail," or orders completed out of interval.

For example, if the BOC completes \,)5% of its own retail service orders within 5

days and 95% of a CLEC's resale orders within 5 days, it is possible that the mean
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interval for the BOC retail orders could be significantly different (higher or lower)

than the CLEC's orders.

Provisioning in a resale environment calls for parity performance measures,

while provisioning in a UNE environment generally calls for adequacy performance

measures. Some UNE processes are more analogous to BOC retail processes than

others; however, statistically valid performance parity comparisons require mirrored

processes provided to the CLEC and to BOC retail customers. Thus:

• BOC Retail to CLEC Resale Migration: When a customer is moving from

BOC retail service to CLEC resale, provisioning interval is a parity

performance measure, comparing equivalentprocesses from the customer's

viewpoint.

• No Service to CLEC Resale Migration: Provisioning interval is a parity

measure, comparable to new service offered by the BOC to its retail customers.

• BOC Retail to CLEC UNE Migration: When a customer is moving from BOC

retail service to CLEC UNE-based service, provisioning interval is likely to be

an adequacy measure used to indicate whether the CLEC is providing a

"meaningful opportunity to compete." UNE loop provisioning clearly calls for

such measures because of the non-analogous functions provided to the CLEC.

UNE platform provisioning is less clear. On one hand, an end-to-end

combination of elements may look like resale to the end user and provisioning

of such a combination may require analogous BOC software changes only. At

the same time, the BOC may have internal network element inventory or other

changes to make that would render the overall process non-analogous.

• No Service to CLEC UNE Migration: A provisioning adequacy performance

measure.

• CLEC Resale to CLEC UNE Migration: When a CLEC chooses to move a

customer from resale to UNE (loop, combination, or platform), the move may
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or may not be transparent to the end user. If non-transparent changes in service

are made at the same time, interval is an adequacy measure (see above for

loop/platform differences). If no service changes are made or the changes are

otherwise transparent to the end user, a performance measure may still be

appropriate, albeit related to tran<;actional, rather than service concerns.

• Percent Service Provisioned Out of Interval: Measured as a percentage of service

orders completed more than X days. Ideally, measured incrementally by day. For

example, orders completed in more than:' days, 4 days, 5 days, and 6 days. This

performance measure depicts the tail of the interval curve. Combined with the

Average Installation Interval, portrays a robust picture of provisioning cycle time.

• Percent Trunks Provisioned Out of Interval: While not related to end-user perception of

service, this performance measure depicts the speed with which the CLEC can build or

expand its network capability so as to provide service in a timely manner. As such, it

measures whether the CLEC has been provided the wherewithal to provide local service~a

"meaningful opportunity to compete."

• Port Availability: Measures, in a facilities-based interconnection arrangement, the timely

availability of switching ports through which a CLEC interconnects with the BOC's

network.

• Percent Missed Appointments-Company Reasons: A critical performance measure, when

tied to provisioning interval, of provisioning cycle-time performance. BOCs have

historically used this as a key measure, and reporting of results is required by many state

regulatory bodies and the FCC. Missed appointments is a parity measure under resale and

an adequacy measure under UNE. Order completion is measured against the oriRinal

CLEC-requested due date. No due date changes may be made unless explicitly specified

by the end user or explicitly agreed to by the CLEC and the BOC. Orders missed for

company reasons-load, facilities, or other-are included. Orders missed due to customer

reasons are not counted as a miss for purposes of this measure.
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• Percent New Service Failures: Measures the number of trouble reports on newly

provisioned service during the fIrst 7 to 30 days after order completion. Studies have

shown high correlations between trouble reports and provisioning errors within 7 to 10

days, lower correlations beyond 10 days. New Service Failures is an excellent measure of

provisioning quality and a reliable determinant of provisioning parity.

• Completed Order Accuracy: Measures the extent to which orders are completed by the

BOC as ordered by the CLEC. [t represents the quality of the provisioning process from

the BOC gateway through order completion. Completed Order Accuracy will likely

correlate with New Service Failures, in that about half of new service trouble reports

relate to products or services ordered but not installed or products and services installed

but not ordered.

• Orders Held for Facilities: Measures service orders not completed for a specifIed period

time, usually 30 days, following the due date, generally for lack of network facilities.

This is an important measure in determining whether the BOC prioritizes new facility

work in a nondiscriminatory manner.

59. BeIlSouth has proposed the following provisioning performance measures:

• Percent Service Provisioned Out of [nterval: Not proposed as a permanent measurement

but negotiated as part of its interconnection agreements with AT&T and Time Warner.

Applied to both resale and UNE interconnection arrangements, reported by percent

completed over 2 days, 3 days, 4 days, and 5 days.

• Percent Trunk Order Due Dates Missed.

• Percent Service Order Missed Appointments~CompanyReasons: Proposed for both

resale and UNE.

• Percent New Service Failures-Reports Received Within 30 Days of Installation: Pertains

to resale, UNE, and trunk circuit provisioning.

Where appropriate, BellSouth will disaggregate provisioning performance results into two sub­

categories, non-dispatch and dispatch out.

21



60. BellSouth has not included the following provisioning performance measures either in its

permanent measurements or in interconnection agreements that I have reviewed:

• Average Provisioning Interval: This is a critical performance measurement. BellSouth

states that it has gathered and produced this data but "has not agreed to incorporate this

data in the results regularly produced for the CLECs or state commissions, since the set of

% Provisioning Appointments Met data already indicates BST's performance in this area"

(Stacy Performance Aff. ~ 52). BeliSouth argues that BST and CLECs draw

appointments from the same database and further, that the OSS provides appointments on

a ftrstcome, ftrst served basis. Therefore, they argue, missed appointments are the only

necessary means of detecting discrimination in the process.

In its application, BellSouth provides a table reflecting relative BST/CLEC interval

performance in a given month, concluding that the results show "substantially equal levels

of performance" (Stacy Performance Aff. ~ 53). Stacy further claims non-discriminatory

performance in Exhibit WNS-l 0 to his Performance Afftdavit, which shows average

service order interval results for BST and CLECs.

One problem with this data is that it measures the interval from service order

issuance to original due date, not completion date. Second, the results represents only

one month of data. Finally, analysis of the data, particularly in Exhibit WNS-l OB,

reveals some signiftcant differences and may not show non-discrimination.

Average Service Provisioning Interval is critical to a determination of parity or

adequacy:

• First, it is very visible to end users and highly correlates with their perception of

their service provider.

• While due dates may be offered on a non-discriminatory basis, completion dates

are the key to this measurement. BellSouth argues appropriately that percent

appointments not met may reveal the differences between the original due date

and the completion date. However, this is not adequate to detect discrimination.
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Even if the percentage of appointments not met are equaL the average

completion interval could differ significantly. For example, once missed,

BellSouth could focus their attention on completing BST service orders at the

expense ofCLEC service order~.

• BellSouth has made it clear that much of the data required to provide the

average interval is readily and abundantly available, although some

enhancements may be necessary to partition "next available appointment"

orders.

• Port Availability: The only performance measure used to detect discrimination in a total

facilities-based interconnection arrangement.

• Completed Order Accuracy

• Orders Held for Facilities

61. Maintenance: Maintenance performance measures depict two sub-processes: (1) trouble

reporting and clearance and (2) network quality.

• Trouble Reporting: Trouble reporting performance measures describe how quickly and

how well end-user trouble is cleared. Performance parity exists if a CLEC customer

trouble is cleared with at least the same speed and quality as the BOC retail or subsidiary

customer. This is a highly visible process to the end user and has significant impact on the

end user's perception of the service provider. Typical trouble reporting performance

measures include the following:

• Trouble Report Rate: Measured as the number of trouble reports per customer or

access line per month (usually annualized). Data is gathered by product and market

categories and can be analyzed by cause and other factors. This is the most

important measure of service reliability and historically positively correlates with an

end user's perception of their local service provider.

• Percent Repeat Reports: Measured as the percentage of end-user troubles on the

same access line within an agreed number of days of the original trouble. Repeat
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reports are a key indicator of maintenance process reliability and, historically, have a

positive correlation with an end user's perception of local service provider quality.

Studies have shown high correlation between repeat reports and repair errors

occurring within 7-1 () days and lower correlations beyond 1() days.

• Percent Out of Service Over 24 Hours: Measured as a percentage of out-of-service

troubles cleared within 24 hours. This measure relates to Mean Time to Restore, but

specifically measures parity in out-olserrice restoral. Required by many state

regulatory bodies.

• Percent Missed Appointments: Measures the percentage of trouble reports cleared

after the promised appointment. Highly visible to end users. Requires that

appointment times, once set, cannot be changed except by the end user.

• Mean Time to Repair: Measured as the average interval from trouble report to

clearance. This is the key measure of trouble report cycle time. Should be gathered

and reported on a product and market basis.

• Trunks Restored Out of Interval: Measures the percentage of CLEC trunks reported

out of service and restored after an agreed-to interval. Important because it impacts

the CLEC's ability to handle its traffic efficiently and with a high level of quality.

• Maintenance ass Availability: Measures the available hours of the BOC's

maintenance OSSs, as well as system reliability.

• Maintenance Center Speed of Answer: Measures the average time to reach a BOC

repair service representative. An important measure of adequacy in a manual

environment or in a mechanized environment where CLEC service representatives

have a need to speak with their BOC peers.

• Network Quality: Network quality performance measures measure how well the BOC's

network is maintained and whether the BOC's network performance discriminates against

new entrants. Comparisons are between the performance distribution for the BOC's retail

or subsidiary customers and the performance distribution for CLEC's customers. The
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network can be thought to be comprised of three parts: switches, loops, and trunks.

Typical performance measures include NUPlber of Major Network Events; System

Signaling 7 (557) Link and Database Failures: Post Dialtone Delay; various transmission

measures, including Loop Transmission Loss. Signal-to-Noise Ratio, Balance, and Idle

Circuit Noise; and Blocked Call Attempts. Current network design, architecture, and

operating systems making switching and transmission performance measure

discrimination highly unlikely. Unless specifically reprogrammed to do so, the network is

not likely to recognize the carrier "owner" of a call processing through it. In contrast, a

key area for parity or adequacy concern is trunk blockage, where planning and

engineering can have a bearing on individual carrier service quality.

• Percent Blocked Calls: Measures trunking grade (quality) of service. It relates to

proper forecasting, engineering, provisioning, and maintenance of intraLATA and

interLATA trunks. Generally a parity measurement because CLEC results can be

compared to similar BOC trunk group results.

62. BellSouth proposes the following maintenance and repair performance measures:

• Trouble Report Rate: Proposed for resale, UNE, and trunks.

• Percent Repeat Reports: Trouble reports received within 30 days of the original report are

included. Proposed for resale and UNE.

Percent Out of Service Over 24 Hours: Proposed for resale.

Percent Missed Appointments: In its permanent measurements, proposed for resale only,

but included for UNE as well in its interconnection agreement with AT&T (Stacy

Performance Aff. Ex. WNS-6).

Mean Time to Repair: Proposed for resale, UNE, and trunks.

Maintenance Center Speed of Answer: Not proposed in its permanent measurements, but

included in its interconnection agreement with AT&T for both resale and UNE.

Network Downtime, by network element: Included in its interconnection agreement with

Time Warner.

•
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• Trunking Grade of Service Blocking: Percentages are proposed for CLEC local service

trunk group interconnection, BST local service trunk groups, and common transport trunk

groups.

Where appropriate, BellSouth will disaggregate maintenance and repair performance measure

results into two sub-categories, non-dispatch and dispatch out.

63. The only maintenance performance measure BellSouth has not proposed in its permanent

measurements or in any interconnection agreement is:

• Maintenance OSS Availability.

64. Billing: Billing performance measures measure the timeliness, accuracy, and

completeness of end-user billing records and wholesale hills. These are measures of performance

adequacy, important because, once provisioned, billing is the most frequent and visible contact an

end user has with the provider. Typical billing performance measures include the following:

• Bill Timeliness: Measures the percentage of end-user and wholesale billing records

delivered on time.

• Bill Accuracy: Measures the percentage of accurate end-user and wholesale billing

records.

• Bill Completeness: Measures the percentage of complete end-user and wholesale billing

records.

65. BellSouth has not proposed any billing performance measures in its permanent

measurements. However, it includes the following in its interconnection agreement with AT&T:

• Bill Timeliness

• Bill Accuracy

• Bill Completeness

66. Other: Toll and Directory Assistance performance measures measure the speed of

response to CLEC customers by BOC operators and speed and accuracy of 911 database updates.

They are measures of performance parity. Performance measures include the following:
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• Operator Services Toll Speed of Answer: Measures raw interval in seconds or as a

percentage under a set objective.

• Directory Assistance Speed of Answer: Measures raw interval in seconds or as a

percentage under a set objective.

• 911 Database Update Timeliness and Accuracy: Measures the percentage of missed due

dates of 911 database updates and the percentage of accurate updates.

67. BellSouth has not proposed any "Other" performance measures in its permanent

measurements or in any interconnection agreements that I have reviewed. However, in its

application, BellSouth commits to non-discriminatory access to 911 and E911 services and to

maintaining its 911 database for CLECs on the same daily schedule it uses for its own end-user

customers. It also commits to non-discriminatory access to Directory Assistance and other Operator

Services call completion. (BeliSouth Brief at 45)

C. MARKET PARITY

68. Market parity: Market parity ensures that agreed-to performance measures present

appropriate customer group comparisons between the BOC and CLECs. This requires the BOC to

provide service to appropriate CLEC customer groups at least equal to that provided equivalent

customer groups by its retail or subsidiary units. Customer groups generally fall into two categories:

Geographic and Class of Service.

• Geographic parity requires that performance measures be identified and measured where a

CLEC markets their products. If a CLEC offers service to an entire BOC region,

appropriate performance measures would compare CLEC results to total ROC results. If

a CLEC offers service to smaller geographic areas, appropriate performance measures

would provide comparative BOC results for those areas.

• Class of Service parity requires that performance measures be identified and measured for

end-user classes of service targeted by a CLEC. For example, if a CLEC targets only

small-business customers, appropriate performance standards would provide BOC results

for its small-business customers only for comparison purposes.
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69. BellSouth proposes the following market disaggregation of its proposed performance

measures results data:

• Geographic: BellSouth proposes to provide results on a company-wide and state-wide

basis (Stacy Performance Aff. ~ 33). The company should also commit to provide results

for smaller geographic areas ifa CLEC chooses to offer service in those areas.

• Class of Service: BellSouth proposes to provide results by "type of customer, i.e.,

consumer, small business, or large business." (Stacy Performance Aff. ~ 33)

D. PRODUCT PARITY

70. Product parity: Product parity ensures that agreed-to performance measures present the

appropriate comparisons on a product basis between the BOC and CLECs. This requires that the

BOC provide service to CLECs at least equal to that provided by its retail or subsidiary units,

measured for the products a CLEC offers to end users. Product parity includes two dimensions:

(1) interconnection arrangement, and (2) products or product families within those arrangements.

• Product parity requires that performance measures be identified, measured, and reported

for agreed-to interconnection arrangements. This includes both Total Service Resale

("Resale") and Unbundled Network Elements (UNE), including individual elements,

element combinations, interim number portability, and platform.

• Product parity also requires performance measures be identified, measured, and reported

for products or product families a CLEC offers to end users. Examples include POTS,

Subrate data, HICAP data, Centrex, and ISDN. If a CLEC offers DS 1 service to its end

users as part of a UNE loop resale arrangement, the ROC would need to provide results

for service provided to those customers and for its own DS 1 customers.

71. BellSouth proposes the following product disaggregation of its performance measures

results data:

• Interconnection Arrangement: Performance measures are proposed for resale and UNE,

although not all measures have been proposed for both. No measures are proposed for

total facilities-based CLECs.
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• Products offered to end users: BellSouth proposes to provide results by "type of service

provided, i.e., POTS (also referred to as nOll-designed), and designed or special services"

(Stacy Performance Aff. ~ 33). BellSouth should further commit to provide results for

any specific product a CLEC chooses to provide end users in South Carolina..

E. REPORTING REQUIREMENTS

72. Reporting requirements should ensure that perfonnance measures are reported in a way

that will allow CLECs and regulators to identify whether parity and adequacy have been achieved.

Dimensions include (I) availability of data, (2) entities compared, (3) report frequency, (4) report

accuracy, and (5) report format.

• Availability of Data: Relates to the availability of partitioned BOC databases that allow

CLECs to access performance measure resl'lts when and how they require it.

• Entities Compared: Appropriateness of results comparisons relate to the entities for which

the data will be provided: BOC retail? BOC subsidiaries? the CLEC? all CLECs'!

other'!

• Report Frequency: Report frequency relates to how often reports will be provided.

• Report Accuracy: Report accuracy and completeness relates to the statistical validity of

the proposed data.

• Report Format: Report format relates to how performance standard results are presented.

Are they presented in tabular or graphical form'? Are they readable and understandable'!

Can a CLEC or regulator determine whether parity has been achieved? Have control

limits been defined? How many standard deviations does the control limit represent?

How many months of data are presented'! Can trends be detected? How is result

seasonality handled '!

73. BellSouth proposes the following performance measure report parameters:

• Availability of Data: BellSouth has implemented a data warehouse that will allow

CLECs access to performance measure results and raw data (Stacy Performance Aft.

~~ 13-15). This is an outstanding advance in creating an environment where CLECs are
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not dependant on ILECs for the production of performance measure reports. BellSouth

commits to provide access to all measurements described in Stacy's affidavit (Stacy

Performance Aff. ~ 15).

• Entities Compared: BellSouth proposes to provide "performance for CLECs in South

Carolina, for all CLECs in BST's nine state region, and comparable total data for all of

BST's retail customers." They also have included data for BST in South Carolina only

(Stacy Perfonnance Aff. ~ 20). Although it is not clear in the application, I have assumed

that "CLECs in South Carolina" includes results for individual CLECs. This is implied

in its interconnection agreement with AT&T: "enable AT&T to compare BellSouth 's

perfonnance for itself with respect to a specific measure to BellSouth's performance for

AT&T for that same specific measure" (Stacy Perfonnance Aff. Ex. WNS-4 ~ 1.21.

• Report Frequency: Although the data warehouse will allow CLECs access to raw data at

any time, BellSouth generally proposes to provide performance measure reports on a

monthly basis.

• Report Fonnat: BellSouth proposes to use statistical process control (SPC) to detennine

whether services are being provided at parity. Once enough historical data is collected,

BellSouth will establish upper and lower levels of performance. Although BellSouth

proposes SPC for parity measures, I have assumed, for purposes of this affidavit, that

similar methodology will be used for adequacy measures where a "meaningful

opportunity to compete" standard is used. BellSouth proposes that monthly variances in

results will not be of any concern unless a CLEC is higher or lower than BST for three

consecutive months or falls outside of the control limit in anyone month. Should this

occur, BellSouth commits to performing a "root cause analysis" to determine the reason

for the variation.

SPC is an accepted method to reveal more than nominal variation in one-entity

process results over time. Using SPC as a determinant of parity between two or more

entities is less clear. BellSouth and individual CLECs should negotiate an agreement as

30



to what constitutes parity given the data that BellSouth has agreed to produce. For

example: Does three standard deviations constitute the right range for being "in control'''!

Does being "in control" automatically mean that two entities are at parity'?

VI. CONCLUSIONS

74. BellSouth clearly has committed to provide service to its CLEC customers in a non­

discriminatory manner. It further commits to collecting all the necessary data and providing repons

to demonstrate parity or adequacy of results.

75. BellSouth proposes a robust set ofperformance measures for the maintenance and repair

process, but Jess robust measures for provisioning and ordering. No measures are proposed for pre­

ordering or billing (although billing measures are included in its interconnection agreement with

AT&T).

76. BellSouth's proposed market and product data disaggregation and their proposed

performance measure reports and data availability are excellent.

77. Specific performance measures BellSouth should be required to provide include the

following. "[nclude as an ongoing measurement" refers to performance measures included in

interconnection agreements but not proposed as a permanent measurement. Critical measures are in

italics, and bold face indicates additional emphasis:

• Pre-order OS S Availability

• Pre-order System Response Times--Five key functions

• Firm Order Confirmation Cycle Time: Complete state-specific development

• Reject Cycle Time: Complete state-specific development

• Total Service Order Cycle Time

• Service Order Quality: One or more suggested measures

• Ordering OSS Availability

• Speed of Answer-Ordering Center

• Average Service Provisioning Interval

Percent Service Provisioned Out of Interval: Include as an ongoing measurement
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• Port Availability

• Completed Order Accuracy

• Orders Held for Facilities

• Out of Service Over 24 Hours for [JiVE

Repair Missed Appointment for UiVE: Include as an ongoing measurement

• Maintenance OSS Availability

• Billing Timeliness: Include as an ongoing measurement

• Billing Accuracy: Include as an ongoing measurement

• Billing Completeness: Include as an ongoing measurement

• Operator Services Toll Speed of Answer

• Directory Assistance Speed of Answer

• 91 I Database Update Timeliness and Accuracy

78. On the basis ofthe above shortfall, I conclude that BellSouth has not provided

sufficient perfonnance measures in its application to make a detennination of parity or adequacy in

the provision ofresale or UNE products and services to CLECs in the state of South Carolina.
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The infonnation contained in this affidavit is true and correct to the best of my knowledge
and belief.

~

~~MiCclfIiriduss

Subscribed and sworn to before me this.#,fiiay of tJc L ,1997.

My commission expires:
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ApPENDIX A

Wholesale Support Processes and Performance !\1easures

In this Appendix. we examine BellSouth's wholesale support processes-the automated and

manual processes required to make resale services and unbundled elements. among other items,

meaningfully available to competitors-and performance measures under the principles set forth in the

Commi.,sion's deL'ision on Ameritech's seL'tion 27 J \1ichigan application: the Department'.,

EVJluJtion regJrding SBCs seL'tion 271 OklJhoma appliL·ation. filed on May' Ifi. IYY"7: and the

DepJTtrnent '" EvaluJ.tion regarding Ameritech' s section 271 \'1iL'higan application. filed on June 2:,'),

I. Whulesale Support Prucesses Overview

In evaluating BOC applications under section 271. the Department considers whether a BOC

has made resale services and unbundled elements practicably available by providing them via

wholesale support processes. including the critical access to OSS functions that provide needed

functionality and are demonstrated to operate in a reliable, nondiscriminatory manner at reasonably

foreseeable volumes. to ensure that entrants have a meaningful opportunity to compete,: As the

Commission has stated. "we seek to ensure that a new entrant's decision to enter the local exchange

I Sf'f' f!,f'naally Michif!,illl Order f,~ l2H-221; DO] Oklahoma Evaluation at 26-30. App, A, Ex. 0
(Affidavit of Michael J. Friduss): DO] Michigan Evaluation at 21-24. 3~-40. Apr, A. Comments on tJ1C current
applicatilll1 are l'iteJ herein hy party name. eg., "Sprint Comment~": aftidavits. declarations, and SUdl arc cited
hy party narne and aftiant name. eli, "AT&T Bradhury All"

: DO] OkJall11ma Evaluation at 6R-71.
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